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*** It is now 10/29/2008 12:49:30 PM *** 

Welcome to DialogLink - Version 5 
Revolutionize the Way You Work! 
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Order Patent and Trademark File Histories Through Dialog 

Thomson File Histories are now available directly through Dialog. Combined with the comprehensive patent and 
trademark information on Dialog, file histories give you the most complete view of a patent or trademark and its 
history in one place. When searching in the following patent and trademark databases, a link to an online order form 
is displayed in your search results, saving you time in obtaining the file histories you need. 

Thomson File Histories are available from the following Dialog databases: 

• CLAIMS/Current Patent Legal Status (File 123) 

• CLAIMS/U.S. Patents (File 340) 

• Chinese Patent Abstracts in English (File 344) 

• Derwent Patents Citation Index (File 342) 

• Derwent World Patents Index (for users in Japan) (File 352) 

• Derwent World Patents Index First View (File 331) 

• Derwent World Patents Index (File 351) 

• Derwent World Patents Index (File 350) 

• Ei EnCompassPat (File 353) 

• European Patents Fulltext (File 348) 

• French Patents (File 371) 

• German Patents Fulltext (File 324) 

• IMS Patent Focus (File 447, 947) 

• INPADOC/Family and Legal Status (File 345) 

• JAPIO - Patent Abstracts of Japan (File 347) 

• LitAlert (File 670) 

• U.S. Patents Fulltext (1971-1975) (File 652) 



• U.S. Patents Fulltext (1976-present) (File 654) 

• WIPO/PCT Patents Fulltext (File 349) 

• TRADEMARKSCAN - U.S. Federal (File 226) 

DialogLink 5 Release Notes 

New features available in the latest release of DialogLink 5 (August 2006) 

• Ability to resize images for easier incorporation into DialogLink Reports 

• New settings allow users to be prompted to save Dialog search sessions in the format of their choice (Microsoft Word, 

RTF, PDF, HTML, or TEXT) 

• Ability to set up Dialog Alerts by Chemical Structures and the addition of Index Chemicus as a structure searchable 

database 

• Support for connections to STN Germany and STN Japan services 

Show Preferences for details 

? Help Log On Msg 

*** ANNOUNCEMENTS *** 

*** Join us for Update 2008! Dialog is holding updates this fall 
in several areas and would love for you to join us. Visit 
www.dialog.com/events/update to register or enter HELP UPDATES 
for more information. 

*** "Thomson File Histories" are now available directly through Dialog 
in selected patent and trademark files. Combined with the 
comprehensive patent and trademark information on Dialog, file 
histories give you the most complete view of a patent or trademark 
and its history in one place. When searching in one of the patent 
and trademark databases, a link to an online order form is displayed 
in your search results, saving you time in obtaining the file 
histories you need. See HELP FILEHIST for more information about 
how to use the link and a list of files that contain the link. 



NEW FILE 

***File 651, TRADEMARKSCAN (R) - China. See HELP NEWS 651 for details. 



RESUMED UPDATING 

***File 523, D&B European Financial Records 
RELOADS COMPLETED 

***File 227, TRADEMARKSCAN (R) - Community Trademarks 
FILES RENAMED 

***File 321, PLASPEC now known as Plastic Properties Database 
FILES REMOVED 

***File 601, Early Edition Canada 

>>>For the latest news about Dialog products, services, content<<< 
>>>and events, please visit What's New from Dialog at <<< 
>>>http : //www. dialog . com/whatsnew/ . You can find news about <<< 
>>>a specific database by entering HELP NEWS <file number>. <<< 

? Help Off Line 

Connecting to Scott Jarrett - Dialog - 276702 
Connected to Dialog via SMS002262506 
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Begin 148, 20, 996, 610, 8 13, 72 7, 654, 781, 3 49, 474 

[File 148] Gale Group Trade & Industry DB 1976-2008/Oct 27 
(c) 2008 Gale/Cengage. All rights reserved. 

*File 148: The CURRENT feature is not working in File 148. See HELP NEWS148. 

[File 20] Dialog Global Reporter 1997-2008/Oct 29 
(c) 2008 Dialog. All rights reserved. 

[File 996] NewsRoom 2000-2003 
(c) 2008 Dialog. All rights reserved. 



[File 610] Business Wire 1999-2008/Oct 29 
(c) 2008 Business Wire. All rights reserved. 

*File 610: File 610 now contains data from 3/99 forward. Archive data (1986-2/99) is available in File 810. 

[File 813] PR Newswire 1987-1999/Apr 30 

(c) 1999 PR Newswire Association Inc. All rights reserved. 

[File 727] Canadian Newspapers 1990-2008/Oct 28 
(c) 2008 Southam Inc. All rights reserved. 

[File 654] US PAT. FULL. 1976-2008/OCT 21 
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Inventor: Halperin, Avner, Tel Aviv, IL 
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Eldat Communication Ltd IL 
Examiner: Swann, Tod R. (Art Unit: 275) 
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* * IMAGE Available 

Summary of the Invention: 

...shelves, place them in their shopping carts, and present them at a 
point of sale (POS) for identification, price calculation and 
payment. To identify each purchased product, the products are usually... 

...a universal product code (UPC, or "bar-code") readable by a scanner 
connected to the POS. Scanning is done by a cashier holding each 
product to expose its UPC to the... 

. . .UPC cannot be read by the scanner (which is quite common) are presented 
at the POS for re-scanning. Random re-scanning of the entire cart 
contents deter shoppers from dishonest... 

Description of the Invention: 

. . .downloads the prices to a plurality of electronic shelf labels 7 and 
a number of POS (points of sale) 8. A first, store-wide 
communication link between the central computer 2... 

...at a time. Each portable unit 6 can also communicate with compatible 
communication ports of POS 8 and central computer 2 via additional 
communication links (not shown... 

...receiver 30 used to communicate with the electronic shelf labels 7, 
central computer 2, and POS 8. It further includes a housing 32 
and a two-button keypad 31 constituted of... 

...surface 34 focuses the infrared transmission to limit communication only 
to a single selected label, POS, or computer... 

. . .wireless transceiver 30, with an adjacent unit, which can be a shelf 
label 7, a POS 8, or the central computer 2. If such communication 



is successful, portable unit 6 exchanges... 

.the portable unit 6 to communicate with only a single adjacent unit 
(electronic shelf label, POS or central computer) at one time. 
Reflector 34 limits the infrared signal to a narrow beam pointing at the 
infrared transceiver 21 of the electronic shelf label (or POS, or 
central computer) . Infrared transceiver 21 includes an infrared emitter 
and infrared sensor, both represented. . . 

.consumer, after completing the purchase according to FIG. 9, points the 
portable unit at a POS (block 80) and presses any button (block 
81). This causes the portable unit to communicate with the POS and 
upload thereto the contents of the purchase memory and, if appropriate, 
the category ID. . . 

.The electronic shelf labels may be used to temporarily display 
information that is relevant for store personnel (e.g., 
sales performance, quantity in stock, etc.). The store 
personnel can then walk through the store with a portable unit 
that is used to read. . . 



4/3,K/59 (Item 3 from file: 996) 
NewsRoom 2000-2003 
(c) 2008 Dialog. All rights reserved. 
0283035541 15HQ12QN 

Execution: The missing link in retail operations 
Raman, Ananth 
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Saturday , June 30, 2001 

Journal Code: AEFB Language: ENGLISH Record Type: Fulltext 
Document Type: Scholarly Journal ISSN: 0008-1256 
Word Count: 6,248 

Text: 



...can be improved. 

Create Awareness of the Problem and Its Impact on the Firm's 
Performance 

Many employees in retail companies are unaware of the extent 
and magnitude of these execution problems in their chains... 

...organizations, store training and incentives motivate clerks to focus on 
scanning quickly rather than accurately. POS scanners should not be 



viewed exclusively as labor-saving devices, as has been common in... argue 
that the execution problems reported here should logically lead us to avoid 
relying on POS and inventory data for inventory and supply chain 
planning. There are two flaws in this... 
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Stores Automated Systems Inc. — SASI -- Adds Merchandise Management Solution From Turnkey Business 
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Word Count: 649 
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...Automated Systems Inc. - SASI - Adds Merchandise Management Solution From Turnkey Business 
Solutions to Suite of POS Solutions 



...BUSINESS WIRE) — March 4, 1999 — To further reinforce its commitment to 
provide the most comprehensive POS solution to the retail industry, 
Stores Automated Systems Inc. (SASI) announced today an agreement to 
integrate Turnkey Business Solutions' back office application with SASI's 
suite of POS solutions. 

SASI also announced its intention to be the exclusive reseller of 
Turnkey Business Solutions... 



...address merchandising related functions. 

"Turnkey Business Solution's innovative back office solutions really 
complement our POS products, " said Bernie Greenberg, President & 
CEO at SASI. "By integrating Turnkey's back office application with SASI's 
POS solutions, SASI can serve as a single source for "best of breed" 
POS products . " 

"The combination of SASI and Turnkey will help retailers to close the 
merchandising cycle... 

...achieve their profit objectives." 

SASI will also resell Turnkey's store software, interfaced with any 
POS solution, in the United States market. "Turnkey is poised to 
improve back office operations for... 



. . .provide grocers with the tools necessary to reduce operating costs and 
to improve inventory and labor productivity. 

Stores Automated Systems Inc., (SASI) is a leading provider of 
innovative software and hardware retail systems... 

...of-sale, dual CRT configurations, as well as designing the industry's 
first multi-media POS system, the award-winning eXPERIENCE (TM) . 
SASI's systems are installed at major supermarkets, hypermarkets... 



4/3,K/34 (Item 34 from file: 148) 
Gale Group Trade & Industry DB 
(c) 2008 Gale/Cengage. All rights reserved. 

0461 1592 Supplier Number : 08328901 (USE FORMAT 7 OR 9 FOR FULL TEXT ) 

Four of the trendsetters: innovative service is a common goal. (Pep Boys-Manny, Moe and Jack, Land's End 
Inc., Home Depot Inc., and Wal-Mart Stores Inc.) (Toward 2000) 

Chain Store Age Executive with Shopping Center Age , v66 , nl , p33(2) 

Jan , 1990 

ISSN: 0193-1199 

Language: ENGLISH 

Record Type: FULLTEXT 

Word Count: 631 Line Count: 00054 



...communication: Home Depot relies on a store-wide satellite system that 
allows communication from the POS system to the company's mainframe 
in the headquarters without the use of telephone lines... 

...stock replenishment and better overall service to the customer. Home 
Depot, a Management Horizons High Performance Retailer, keeps 
employee training on a personal, entrepreneurial level via a 
broadcast video system to the satellite uplink... 
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Text: 



Retailers find more uses for POS data 



Supermarkets are increasingly using POS scan data to make decisions 
on product marketing. In short, they are employing the data. . . 

...cashier checkout performance and labor scheduling, the functions that 
initially justified the purchase of advanced POS systems. 

A survey last year by the Food Marketing Institute — the first time 
the trade group sought answers from the supermarkets on their use of 
POS data — reveals a lively interest by supermarkets' in such areas 
as space management, marketing by... 

...for a handful of progressive chains, supermarkets haven't been among the 
leaders in using POS data. 

"A lot of organizations that got into scanning afte supermarkets have 
leap-frogged the... 

. . .points to the major discount chains and the automotive industry as 
examples of more aggressive POS data users in marketing. 

One hurdle for the groceries, Bishop says, has been a lack... 

...as good as it should be," Bishop add. 

By far, current and planned uses of POS data mentioned most by 
supermarkets in the FMI survey are for "checkout performance" and " 
labor scheduling" at the store. They were cited by 52 percent 
and 39 percent, respectively, of the 192 responding companies... 

. . .programs are building steam. They were ranked third at headquarters as a 
planned use of POS data. Of all companies with $500 million sales 
and up, about 15 percent said they... 



.employ price, ad, and shrink analysis and computer assisted ordering 



with the increasing volume of POS data, their stores are producing 
as systems continue to be rolled out. 
Pay Less appoints... 
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CANOGA PARK, Calif., Dec. 18 /PRNewswire/ — Scanning Management Systems 
("SCANNING") today introduced POS Plus (TM) CASH-ier (Cashier 
Accounting for Supermarket Health) , an information system that provides 
users . . . 



...historical data and is specifically designed for today's complex 
supermarket environment. Using CASH-ier, store management 
personnel can detect cashier productivity trends, sweetheart 
couponing and set guidelines for exception reporting. 
Residing on the IBM 4680 Controller... 

. . .with the IBM Supermarket Application. Daily cashier activity is 
automatically retrieved and updated in the POS Plus CASH-ier 
database as an extension of the standard IBM end-of-day procedure... 

...the availability of significantly expanded cashier reporting, while 
facilitating continued use of the Application." 

The POS Plus CASH-ier information system has a list price of 
$499. SCANNING'S pricing policy... 
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. . .up of many service and clerical personnel, most executives have long 
sought to improve these employees' productivity. 

Unfortunately, most wholesale and retail executives evaluate 
employee productivity and the tools implemented to improve 

productivity (specifically, information technology) on models developed by 
the. . . 

...offices, invested millions of dollars in mainframes and minis at its 
headquarters, converted stores to POS scanning and added other 
retail systems. 

With each installation, the emphasis hasn't been on... 

...the grocery business. 

As a historical example, many grocery companies based their decision 
to install POS scanning systems on the manufacturer's models for 
productivity and cost justification of technology. Fortunately... 

...is not on the speed of the cashier. 

The non-food retailers' motives for installing POS scanning 
was and is information that will help their service and clerical workers 
work smarter ... all the grocery companies that initially implemented an EPS 
as a stand-beside system to POS. Today, many of these retailers are 
interfacing POS and EPS for the information potential that was 
originally overlooked. 

ESLs are a current victim. . . 

...increasing productivity should focus on redefining tasks. 

The cashier in a store equipped with integrated POS scanning 



and EPS is more productive when viewed by the amount of information handled 
per . . . 
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Even more than pay hikes, updated equipment would improve 
productivity, store-level employees suggest 

"To improve sales and profits, this supermarket should 
modernize its equipment.' 

"The company should have competitive pricing — install... 



...fellow workers who, in her eyes, may not be carrying their full load. 
After "better training' (10%), store-level workers most often urge 
management "to cut out nonperf ormers , make sure everyone... 

...two-way street from the corporate boardroom to the store's backroom 
helps productivity, boosts sales, and, ultimately, improves the 
bottom line. 

The four ingredients that most influence morale in supermarkets... 

...3) job satisfaction; (4) company performance in terms of community 
contribution, competitiveness, growth and profitability. 

Store performance: CSA asked a cross-section of 
store-level employees at conventional supermarkets, combo and 
superstores how they would rate their store's strength's... 

...themselves with the best possible score. 

While some employees call on management to provide more 
training, most store-level employees think that their skills are 
more than adequate; personal skills drew... 

. . .with 37% giving themselves the top rating. Supermarkets would have a 
difficult time selling a training program to workers who already 
feel more than adequately qualified. 

Besides, as most store-level... 
...already feel that they're working hard, and without the benefits of 
modern equipment and training. 

Company performance: In this dog-eat-dog world, supermarket employees 
seem to think that the... 
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Text: 



Those companies that take training seriously realize that quality 

training pays handsome dividends. First, an improvement in employee 

skill results in lower wage costs per sales dollar because more 

sales are made, and shrinkage and waste are reduced. Secondly, the 

skillful, more productive workers feel happier about their jobs. They feel 

management that provides training has an interest in them and this 

reduces supervisory problems. Morale, then, is better, and... 

...costs. Well-trained and happy employees approach their job with greater 

enthusiasm, which means greater productivity. The enthusiasm of 

store employees can be picked up by customers and converted 

into sales. The net result is increased profits. 



Plus, training keeps employees up to par with the new processes 
that are continually entering the industry. 

Critical success factors: If store training is to achieve 
these objectives, five critical success factors are required: management 
support, sound programs, evaluation, a superior training 
administrator and good instructors. 

Management support. The first component in effective training 
must be the open support of top management. Employees must realize that top 
management places great importance on training. Executives can issue 
memos to this effect; encourage participation with awards, rewards, and 
certificates; even make appearances at and take part in training 
sessions. This kind of open support tells employees that the people who run 
the business . . . 

...job is staffed by trained people. 

If top management support is lacking, employees might approach 
training like reluctant schoolboys. Those in charge of funding and 
preparing programs may not go "all... 

...the best programs possible. But if they know that it is the ceo ' s 
"baby, 1 training becomes a high priority for everyone. 

Management also has the responsibility of reviewing the general... 

...to date with company philosophies, policies, planning and goals. 

Sound programs. The content of every training session should 
be valued information, content tailored specifically to the needs of the 
group, be they register or stock clerks, salespeople, security guards or 
telephone operators. The substance for advanced training should not 
be a "rehash' of initial training courses, but rather material that 
takes the employee from where he or she is now. . . 

. . .be consulted so their concerns about cashiering are incorporated into 
the course. Too often, however, training sessions are strictly 
academic, reflecting little insight into the day-to-day realities of the 
job. This is an easy way to "turn off employees and make management view 
training as a waste of time. 

Good programs are well organized. That is, they show a... 



...concerns and strategies, and engage in "hands-on' applications or 
simulation activities. 

Above all, each training session should work toward specific, 
tangible objectives. "To improve register performance,' for example, is too 

...Objectives break areas of learning into smaller more definable units. 
They give direction to the training activity and keep both parties 
on task. 

Evaluation. Objectives also lead to another critical success 
factor — evaluation. Unless one knows the specific objective of a 
training session, evaluating its success is impossible. 

Where appropriate, pretests and post-tests might be used to measure 
the success of a training program, particularly when information 
such as merchandise knowledge is the subject. 

Where less objective issues such as "attitude' are the matter of the 
particular training, interviews with supervisors and customers can 
determine the success of the program. Where "selling' is the subject, 
sales figures can be used in measurement. 

In other words, evaluate the effects of training. Measurement 
will give added significance to the training, help strengthen 
programs, and convince execs that training brings results. 

Feedback is one major element in evaluation. During and at the 
conclusion of the training session, participants can be asked to 
comment on the appropriateness, usefulness, and effectiveness of the 
program. This generally can be done through a questionnaire. 

Training personnel can also conduct a follow-up, with the 
participants and their supervisors, to determine the on-the-job effects of 
the training. After certain sessions, customer intercept surveys can 
provide useful information on the need for or the result of training 
. All of this feedback can then lead to modification of the program, or 
complete revision, for the next group. 

Training administrator. The driving force in every good 
training program is the training administrator. This person 
is responsible for coordinating all training activities including 
developing programs, assigning instructors, scheduling workshops and 
participants. He is also the liaison to store managers, staff and 
management . 

It is important that the training administrator keep close 
contact with top management, and know what its expectations of 
training are. In some cases the training administrator may 
have to build up a case to get management to throw more support to the 
training effort. This can be done by showing the positive results of 
training sessions. If "bottom line' impact of training can be 
documented, these results should be presented. For example, if sales 
in power tools increase substantially after salespeople attend a "product 
knowledge' workshop, top management should be made to see the correlation. 

The training administrator, therefore, must be a versatile 
individual. He or she must know retailing well enough... 

. . .management, and must understand thoroughly the teaching/learning 
process . 



Instructors. The people giving instructions in training 
sessions should be good teachers. That is, they should not only know their 
subject matter ... director convinces every actor that "there are no small 
parts in the theater, ' the good training instructor convinces 
employees that every job is important. 

When employees feel their job is important... 



Descriptors : 
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. . . Training; 
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By a wide margin, HARDWARE AGE Retail Panelists feel that 
employee productivity is a vital issue in their businesses. 
Some 91% feel this way, compared to a. . . 

. . .use a variety of methods to improve the productivity of their workers, 
including gripe and training sessions, staff meetings, and incentive 
programs. Most (88%) rate these methods effective in improving sales 
and relations with their employees. 

"My employees are more interested in their work, ' comments an 
Illinois retailer who trains and provides his employees with incentives. A 
Massachusetts retailer says the training he provides his employees 
results in "better sales and less employee turnover.' Similarly, a 
Michigan retailer reports that "The training has helped sales 
, the gripe sessions have gotten problems out in the open. ' 

But some retailers say that... 



.long as they would like. "Productivity rises, levels off, and then falls 



until the next training meeting,' comments a retailer from Alabama. 
A New Hampshire retailer notes that gripe sessions and. . . 

...of attitudes toward their employees, however, indicating that different 
employers may expect different results from productivity programs. 

A Nebraska retailer, for example, considers employee 
productivity a vital issue, but implies that productivity methods 
don't work because "people just don't care any more.' A retailer from 
Kansas says that training is important because "American employees 
are lax in carrying out their job responsibilities.' 

Other employers... 

...our business, good or bad.' 

A retailer from New England comments that a graduate of sales 
training courses "becomes a new person.' He adds that more time 
should be devoted to training, teaching, encouraging and 
congratulating employees. 

Finally, a Montana hardware store owner emphasizes that 
training employees and having regular meetings with them is 
important because "in a small business, it... 

...a chance to show their ideas.' And a New York retailer plans to provide 
"more training sessions in seasonal products.' 

Though their approaches differ, retailers generally agree that 
improving employee productivity is a smart way to maintain sales and 
provide a healthy working environment. As an Arkansas retailer notes, the 
importance of developing. . . 
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Abstract: Well planned, formal, comprehensive sales training programs can enhance a gift store's image, build a 



company of faithful customers, build employee confidence, competence and morale, an increase store sales and 
traffic. However, only approximately 25% of the gift stores have adopted sales training programs. To be successful, 
sales training programs must be well organized and planned and the stores must offer employees incentives for... 
Abstract: 

Text: 



Structured, creative sales training programs for retail 

sales associates can be win-win situation - building employee 

morale, confidence and competence; leading to customer "converts" because 

of outstanding service and knowledge; resulting in increased sales 

and traffic; and even elevating some training-oriented gift stores 

to destination shopping status. 



Lamentably, however, only about one-quarter of gift retailers offer any 

formal sales training, according to G&DA's latest market 

studies. "More specialty stores tell you that they have training 

than actually do," confides Barbara Rackes, chairman of the Small Stores 

Board, National Retail Federation. . . 

...They teach their people how to run the register and push them out on the 
sales floor. The focus should be on customer service and 
problem-solving. " 

"The majority of retailers... 

...owner has to be convinced it's a good idea," explains Dick Laffin, 

president, Retail Sales Training and Management, Marshfield, 

Mass. "It is also the owner's challenge to have the salespeople buy into 

training. Talk with them, find out what they want to learn, 

tie an incentive to the training." 

"Training takes away the fear of rejection - a prepared 
salesperson feels he can close the sale and is an integral part of the team 
and the company. In fact, good sales training is looked on as 
a pathway to success - promotions, raises, customer satisfaction and more 
sales," concludes Mike Russo, president of the Gift Assn. of 
America, Bethlehem, Pa. 

Lack of motivation and understanding of real salesmanship continues to 
be the greatest challenge for any sales training program, say 
the experts. Other recurrent salespeople's problems that training, 
hiring and evaluation practices must address include: lack of initiative 
and the ability to work. . . 

...are responding by prosecuting the thieves. 

Rising to these and other challenges, veteran retailers and 
sales training consultants offer the following 
training advice: 

Plan training schedules 



* Weekly or monthly meetings all year-round achieve continuity and 
maximum communication. * Newcomer training is best done intensively 

- daily for two weeks to a month. Cover basic areas: buying... 

...for meeting time and make it mandatory that everyone attends and is 
punctual . 

Prepare a training approach 

* Prepare a written agenda, lesson plan and handouts for each session. 
Stick to your outline. Efficiently present the latest product/ sales 
information and never treat this as a random, chit-chat session. * Vary 
training formats from lectures to role playing and discussion 

groups. * Pair up new employees with an experienced sales associate 

for several days or weeks. Then switch their roles; let the newcomer act as 



...his/her knowledge. * Hire a secret shopper service (or ask a friend to 

shop the store) to report on employee performance, 

using the evaluation for further training. * Coach and build 

knowledge through incremental steps: teach, practice and review. Emphasize 

experiential learning. Studies... 

...80 percent of what they do. * Invite outside experts to speak on all 
aspects of training such as sales reps and company 

spokespeople . * Invite senior employees to lead a session with their own 
agenda . . . 

...board and an employee/customer newsletter are great ways to share store 
and product news. 

Training the trainer 

* Designate a sales training leader - the owner, a 
senior sales associate, a store or assistant store manager. * 

Prepare the trainer to perfect communications skills and to become familiar 

with cutting edge practices with in-store training, outside 

seminars, and access to books, tapes, articles. * Offer training for 

all key employees, ranging from formal lectures to partnering with senior 

mentors . 

Teaching the art of selling 

* Be friendly, attentive to customer needs. * Tailor sales 
techniques to individual shopper personalities: a) The dominant, 
control-oriented customer who prefers not be... the sale, helping with 
decision making, dealing with objections; e) Encourage add-on and impulse 
sales. * Eye contact and a friendly "Hello" are musts for the 

initial greeting. Position your friendliest... 

...by asking, "Cash or charge?" or "Would you like this gif twrapped? " * 

Strive for add-on sales. Cross-merchandise and wardrobe related 

merchandise. Retailer Dean Snow estimates that if sales associates 

tagged on as little as 25 cents per sale, the store would have a 12 percent 

sales increase! * Help sales associates quarterback difficult 

situations by turning over a customer to another employee, perhaps a more 



...related task), but Mary will be glad to continue to help you." * 

Attention-getting fun sales techniques work. For example, have a 

sales associate in the back of the store call out to a sales 

associate in the front of the store: "Oh Laurie, have you seen what just 

came . . . 

...want to see, too! 

Sharpen merchandising skills 

* Share the knowledge and excitement of markets with sales 
associates - trends you've seen and merchandise you've ordered. Solicit 
their input on display... 

...open question/answer sessions, or role playing. * Instill pride in 
product knowledge by assigning individual sales associates areas of 
expertise. Keep employees up to date by rotating assigned categories 
periodically . 

Preparing for the holidays 

* Stage holiday training meetings six to eight weeks ahead. 
Prioritize merchandise to be sold: i.e., seasonal merchandise... 

...doubles as store display/packaging accessories or seasonal gifts, i.e. 
decorative tins, ornaments. * Train sales associates how to host 
special events, work with pre- and post-holiday sales/layaways, 
operate special holiday services from Christmas gift registries to gift 
baskets . 

Service as part of salesmanship 

* Meeting customer needs is the goal. Elicit employee suggestions fo 
services at a sales meeting, i.e., special hours and flexible 
scheduling. * Teach how to coordinate special store services... 

. . .policy on an individual basis, so customers are not alienated. For 

unusually difficult cases, teach sales associates how to gracefully 

turn the customer over to a supervisor. * Stress messages positively to.. 

...reasonable dress code and say what is unacceptable. For reinforcement, 
put a mirror in the sales associates' area with a sign above it 
reading: "Would you do business with you?" Consultants... 

...legal action. * Strategic timing for new employee evaluation is four t 
six weeks after initial training 

. Thereafter, annual reviews are 

important landmarks of progress. However, on-the-spot merit reviews with. 

...and bringing a more complete knowledge of his performance to his 
manager. * Yardsticks for employee sales performance could include: 
total dollar sales by employee, dollar sales per customer, 
number of transactions or customers serviced. Management can evaluate 
overall sales training through total staff sales 

figures, average sales per transactions, number of transactions, 
number and dollar amount of add-on sales. 

Use these and other ideas to make your sales training an 



effective stepping stone to more effective selling in the competitive 
years ahead. 

Training for Gift 

Managers and 

x Wannabes, ' Too 

"Training helps us remain competitive in today's retail 
environment for office supplies, a market dominated by large warehouse 
clubs," states Heidi Gonzalez, training coordinator at McWhorter's, 
headquartered in San Jose, Calif. While the number of specialty office... 

...from five stores in 1988 to 23 in 1996, thanks in part to several 
dynamic sales training programs that have "perpetuated 

customer service, product mix and innovative merchandising approaches," 
reports Gonzalez. 
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* * IMAGE Available 

Summary of the Invention: 

...In accordance with one embodiment of the present invention, a system 
for generating a knowledge worker productivity assessment 
includes a database that stores survey data and benchmark values, 
the survey data numerically representing a qualitative assessment 
concerning a . . . 

...selected characteristics of the information environment surrounding the 
surveyed knowledge workers in the form of ranks and weights. The 
system generates comparison values using the ranks and weights and 
compares the comparison values with one or more benchmark values 
representing surveys... 



Description of the Invention: 



...used in assessing the productivity of the workers. Framework 2 
assigns a numeric value or rank to each information criterion 4 or 
worker criterion 6 each time the particular information criterion 4 or 
worker criterion 6 is qualitatively assessed. The resulting information 
criteria ranks 50 and worker criteria ranks 52, 

respectively, numerically represent the qualitative content of the 
assessments. In one embodiment, each information criteria rank 50 
and worker criteria rank 52 represents a qualitative assessment 
concerning the perceived importance of a particular associated 
information criterion. . . 

...to the following scale, the qualitative content of the assessment 
determining the associated information criteria rank 50: 
"10" — information must consistently be adequate for any assigned task; 
"9" — information must usually... 

...Information criteria ranks 50 for the remaining information 
criteria 4 and worker criteria ranks 52 for worker criteria 6 
would be similarly assigned according to the qualitative content of... 

...assessments concerning information criteria 4 and worker criteria 6 in 
any suitable manner. Information sector rank totals 51 and worker 
sector rank totals 53 are equal to the sum of the information 
criteria ranks 50 and worker criteria ranks 52, 

respectively, within each information sector 5 and worker sector 7, 
respectively . . . 

...Information criteria ranks 50 and worker criteria ranks 52 

may be generated for each information criterion 4 and worker criterion 6, 
respectively, for... 

...or group of workers within an organization or other worker community. 
Information and worker criteria ranks 50 and 52, respectively, may 
be generated by workers, peers, managers, supervisors, or in any other 
suitable fashion. In one embodiment, information criteria ranks 50 
are generated by individual surveyed workers and worker criteria 
ranks 52 are generated by peers, managers, supervisors, or other 
associates of the surveyed workers, referred. . . 

. . .workers, each of the twenty workers would be surveyed in order to 
generate information criteria ranks 50 for each information 
criterion 4. In addition, selected worker associates would be surveyed 
regarding the group of twenty workers as a whole in order to generate 
worker criteria ranks 50 for each worker criterion 6. Using 
information and worker criteria ranks 50 and 52, respectively, 
system 10 would then generate one or more knowledge worker productivity 



...One or more surveys may be conducted to generate information criteria 
ranks 50 and worker criteria ranks 52. In one embodiment, 

each worker within a selected group of workers is surveyed, separately. . . 



. . .Each surveyed worker qualitatively assesses information criteria 4 and, 
using framework 2, generates information criteria ranks 50 for 
each information criterion 4 according to the qualitative content of the 
assessments. Similarly... 

...framework 2, each surveyed worker associate qualitatively assesses 
worker criteria 6 and generates worker criteria ranks 52 for each 
worker criterion 6 according to the qualitative content of the 
assessments . . . 

...Collectively, information criteria ranks 50, worker criteria 

ranks 52, information criteria weights 54, worker criteria weights 
56, information sector weights 55, and worker... 

...to retrieve, modify, delete, store, or communicate information in some 
manner. Database 12 includes a rank database 14 and a weight 
database 16 that are populated with survey data 15 after survey data 15 
has been suitably generated according to framework 2. In one embodiment, 
rank database 14 is populated with information criteria 
ranks 50 and worker criteria ranks 52, and weight database 
16 is populated with information criteria weights 54, information sector 
weights . . . 

...15. For example, benchmark database 18 may contain benchmark values for 
information and worker sector rank totals 51 and 53, respectively. 
As discussed more fully below, benchmark database 18 may contain... 

...coupled to and accesses database 12. In general, retriever 20 retrieves 
information and worker criteria ranks 50 and 52, respectively, 
from rank database 14 and places information and worker criteria 
ranks 50 and 52, respectively, in a format suitable for 
manipulation by system 10. Retriever 20... 

...coupled to segmentor 26. Segmentor 26 examines survey data 15, including 
information and worker criteria ranks 50 and 52, respectively, and 
determines whether to segment survey data 15 into multiple survey. . . 
associated with each survey data segment 32, 34, and 36. For example, if 
information criteria ranks 50 are not sufficiently uniform for the 
surveyed workers or group of workers, as specified. . . 

. . .may segment survey data 15 into survey data segments 32, 34, and 36 for 
which ranks 50 are more internally uniform. . . 

...32, 34, and 36 are discussed, the present invention contemplates 
segmenting survey data 15, including ranks 50 and 52, into as many 
survey data segments as are necessary or desirable. System... 

...or segmentation parameters 28, respectively. Modifier 30 may modify 
survey data 15, including information criteria ranks 50 and worker 
criteria ranks 52, or may modify the processing activity of system 
10 in any suitable manner. For... 

. . .may prevent system 10 from further processing one or more incomplete, 



questionable, or otherwise unsuitable ranks 50 or 52 and may 
delete such ranks 50 or 52 from rank database 14. Modifier 
30 may cause system 10 to terminate processing entirely, pending 
appropriate modification of one or more incomplete, questionable, or 
otherwise unsuitable ranks 50 or 52. Furthermore, modifier 30 may 
cause new survey data 15 to be generated. . . 

. . .without limitation: the high, low, mean, median, and standard deviation 
for information and worker criteria ranks 50 and 52, respectively; 
the high, low, mean, median, and standard deviation for information and 



...standard deviation for weighted values equal to the product of the 
information and worker criteria ranks 50 and 52, respectively, and 
their associated information and worker criteria weights 54 and 56... 

...for an absolute weighted value equal to the product of the information 
and worker criteria ranks 50 and 52, respectively, and their 
associated absolute weights 58 and 59, respectively; and any... 

. . .without limitation: the high, low, mean, median, and standard deviation 
for information and worker sector rank totals 51 and 53, 
respectively; the high, low, mean, median, and standard deviation for 
information. . . 

...standard deviation for a value of available information equal to the sum 
of information sector rank totals 51; the high, low, mean, median, 
and standard deviation for a value added by the worker to the available 
information equal to the sum of worker sector rank totals 53; the 
high, low, mean, median, and standard deviation for a knowledge worker 
productivity level equal to the sum all information sector rank 
totals 51 and worker sector rank totals 53; and any other value 
suitable for comparison with one or more benchmark values... 

...In operation, retriever 20 retrieves survey data 15 from rank 
database 14, including information and worker criteria ranks 50 
and 52, respectively, and formats survey data 15 for manipulation by 
system 10. Validator... 

...criteria 4 and worker criteria 6 are qualitatively assessed in order to 
generate information criteria ranks 50 and worker criteria 
ranks 52, respectively. As discussed more fully above in 
connection with FIG. 1, framework 2 assigns... 

...each time the particular criterion 4 or 6 is qualitatively assessed. The 
resulting information criteria ranks 50 and 52, respectively, 
numerically represent the qualitative content of the assessments. In one 
embodiment, each information criteria rank 50 and worker criteria 
rank 52 numerically represents a qualitative assessment concerning 
the perceived importance of a particular associated information... 

...or more surveys may be conducted at step 104 to generate information and 
worker criteria ranks 50 and 52, respectively. In one embodiment, 



each worker within a selected worker community or. 



...surveyed worker qualitatively assesses information criteria 4 and, 
according to framework 2, generates information criteria 



ranks 50 

for each information criterion 4 according the qualitative content of the 
assessments . . . 

. . .worker associate qualitatively assesses worker criteria 6 and, according 
to framework 2, generates worker criteria ranks 52 for each worker 
criteria 6 according to the qualitative content of the assessments. The 
present invention contemplates generating information and worker criteria 
ranks 50 and 52, respectively, in any suitable manner at step 104 



...productivity assessment system 10. Survey data 15 may include, without 
limitation, information and worker criteria ranks 50 and 52, 
respectively, information and worker criteria weights 54 and 56, 
respectively, and information. . . 

...above in connection with FIG. 2, survey data 15 may be provided using 
database 12, rank database 14, and weight database 16, in any 
suitable combination. Survey data 15 may be... 

...110 or only some of the survey data 15, for example, information and 
worker criteria ranks 50 and 52, respectively. The present 
invention contemplates retrieving survey data 15 in any manner... 

...30 may modify survey data 15, such as by deleting the incomplete or 
otherwise unsuitable ranks 50 and 52, or may modify the processing 
activity of system 10 in some suitable... 

...on this examination, segmentor 26 may segment survey data 15, including 
information and worker criteria ranks 50 and 52, respectively, 
into one or more survey data segments 32, 34, and 36 at step 124. For 
example, if information and worker criteria ranks 50 and 52, 
respectively, are not sufficiently uniform for the surveyed workers or 
group of workers, as specified by segmentation parameters 28, segmentor 
26 may segment ranks 50 and 52 into survey data segments 32, 34, 
and 36 that are more internally... 

...for each information and worker criterion 4 and 6, respectively, and 
information and worker sector rank totals 51 and 53 for each 
information and worker sector 5 and 7, respectively. Comparison... 

...survey data 15 and manipulations of survey data 15. For example, 
information and worker sector rank totals 51 and 53, respectively, 
for one group of workers represented by survey data 15... 



Exemplary or Independent Claim (s): 



Non-exemplary or Dependent Claim (s): 

...5. The system of claim 1, wherein the survey data comprises a 
plurality of criteria ranks, each criteria rank 
associated with a particular criterion... 

...8. The system of claim 1, wherein the comparison value is a sector 
rank total equal to the sum of one or more criteria 
ranks associated with a sector... 

...the comparison value is an absolute weighted value equal to the product 
of a criteria rank, a criteria weight, and a sector weight... 

...a plurality of criteria ranks, each criteria rank 
associated with a particular criterion... 

...13. The system of claim 10, wherein the comparison value is a sector 
rank total equal to the sum of one or more criteria 
ranks associated with a sector... 

...the comparison value is an absolute weighted value equal to the product 
of a criteria rank, a criteria weight, and a sector weight... 

...a plurality of criteria ranks, each criteria rank 
associated with a particular criterion... 

...the comparison value is an absolute weighted value equal to the product 
of a criteria rank, a criteria weight, and a sector weight... 
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* * IMAGE Available 

Summary of the Invention: 

...to sit through performance appraisals where the only real objective 
is for management to somehow rank employees so as to be able to 
compare them to each other, often for the... 

Description of the Invention: 

...performance. This is a so-called "Check-up from the Neck-up." The 
information is stored so that an employee's 

performance can be compared against previous month's performances. 
If an employee's performance has fallen... 
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